springboard

Part of the Genesis Housing Group

Complaints & Appeals

Why do we have a complaints and appeals
procedure?

We want to provide a way where we can all work together to
focus on our customers and give them excellent service. We
always try to improve our services but know that
sometimes things may go wrong or are thought to have
gone wrong. When they do, we want to put them right. This
leaflet tells you what to do if you have a complaint about
our service or want to appeal about a decision we have
taken.

We will not consider complaints which are, in our opinion,
unreasonable or frivolous.



Who can complain?

Anyone who receives a service from us can use the formal
complaints and appeals procedure; this includes:

e Tenants

e Residents

e Leaseholders

e Shared owners

e Applicants

e Home owners

e Home owners in receipt of domiciliary care
e Home improvement service customers

Our complaints procedure is also open to anyone acting on
a customer’s behalf - with their written permission, for
example Tenants’ Associations, Local Councillors, Members
of Parliament, Citizen’s Advice Bureaux, Advocates.



What can you complain about?

Our complaints policy gives a customer focused open and
prompt solution to any complaint. We encourage
customers to ask us to reply to their concerns if, in their
opinion, we have:

e Treated them unfairly, unreasonably, incompetently orin
an inappropriate manner

e Failed to give any service or relevant information or to
carry out a duty or promise in line with our procedures

Customers may also appeal against a decision, for example,
if we did not take into account all relevant facts, or if we did
not follow our own rules, policies or procedures.



What can you not complain about?

Our complaints policy does not treat the following as
complaints:

o A first request for service, information or an explanation
of our policies and procedures

e Anissue that is over one year old

e Complaints from staff (this is covered by our grievance
procedure)

o Disagreements between customers concerning nuisance
or harassment (this is covered by our neighbour nuisance
and harassment procedures) unless the complaint refers
to our failure to handle the dispute properly

e A claim being dealt with by our insurers

e Where a customer is taking legal action against us. If we
receive a ‘letter before action” from a customer’s legal
adviser, we will take this as the trigger to suspend the
complaints process. A ‘letter before action’ is a letter
which sets out the nature of the complaint and expresses
the serious intention to start formal legal proceedings
unless a satisfactory reply is provided by a certain date.



When you first experience a problem ...

If you are unhappy with any aspect of our service, we ask
that you first contact the member of our staff who usually
deals with these services. If you do not know who to contact,
refer to the list below. A simple phone call to the right person
can quickly sort out many problems. We will acknowledge
any communication within 10 working days.

Who to contact first
FOR PROBLEMS WITH: CONTACT
e Application for Either. .
housing Housing Administrator
e Offer of a propert (Essex) or
property Housing Administrator
e Transfer application (London) or
e Supported housing - Sypport Admin Team
Housing/Project
e Your tenancy Manager
London/Essex
Income
e Rent Arrears Management
® Repairs
e Contractors Repairs Help Desk
e Other services
e Conduct of Customer Relations

Springboard Staff

Manager

PHONE NUMBER
020 8475 0033

08457 023420

08457 023420
option 2

020 8548 2500
option 1

020 8548 2592



What if you still remain unhappy?

If the person listed on page 5 has not sorted out your
problem to your satisfaction, you can then make a formal
complaint in any of the following ways.

e Inperson

e Inwriting

e By phone

e By using a complaints form

e By internet e-mail (info@springboardha.org.uk)

e By fax

e By website complaints page (www.springboardha.org.uk)
¢ Inany language

You should say you want to make a formal complaint, See
stage 1 on page 7.

If you need help to write down your complaint, or an
interpreter to explain the procedure to you, please tell us and
we will make the necessary arrangements.

You will need to follow the stages set out overleaf. If you
miss any of the stages, we will normally refer your complaint
back to the person you should have contacted.



Cut here and send us the Report Form only

Report Form

Send to Customer Relations & Communications at:
Springboard Housing Association Ltd,
Springboard House, 2A Claughton Road, London E13 9PN

Name(s):

Address:

Have you contacted someone about this problem before?
No Yes

If so, who did
you write or
speak to?

When was this?

Please give details of your complaint in the space below.
(You can use extra sheets if you need more space).









Please tick one box below that you feel best describes your
ethnic origin.

White . British ) Irish 5 Other
Mixed y White & Black Caribbean
: White & Black African

] White & Asian

Other
7
Asian or . Indian . Pakistani
Asian British
Bangladeshi Other
10 11
Black or Caribbean African
12 13
Black British
Other
14
Chinese or

otherethnicgroup - Chinese Other

Refused

17

Are you (please tick)

Male Female

Signature(s)
Print Name

Date



You have two months at every stage to request a move
to the next stage. If you do not request this, we will
consider your complaint closed.

Stage 1 - Making your complaint

Make your formal complaint to the Customer Relations &
Communications Department at the address below. They
will make sure that the manager in charge of the service
you are complaining about investigates your complaint.
They will also record your complaint and within three
working days send you an acknowledgement of this. You
will receive a full written reply within 10 working days.

Please return your completed form to:
Customer Relations & Communications Department
Springboard Housing Association Ltd.

Springboard House

2a Claughton Road, London, E13 9PN

Phone: 020 8548 2592
Website: www.springboardha.org.uk
Email: CustomerRelations@springboardha.org.uk

Stage 2 - Review

If you are not satisfied with the manager’s response, please
contact the Customer Relations team who will make sure
that the appropriate head of service or director deals with
your complaint. The head of service or director will look
into the matter and respond within 10 working days.



Stage 3 - Appeal to the board

If you are still not satisfied, a panel made up of members of
our Board of Management can consider your complaint.
They are independent of our staff and have a range of
specialist skills and knowledge. If your complaint reaches
stage 3, we will send you details of how to proceed.

You may bring with you a colleague, or friend to support
you in your appeal. However as this is not a legal procedure,
you may NOT bring a solicitor or legal representative with
you as we will not have one present. If you decide to appeal
we will give you a copy of the full procedure.

The timescales given for replies at all stages of the
complaints procedure are targets and are not absolute
deadlines. There may be occasions when we, for a number
of reasons, are unable to meet those targets. If this is the
case, we will write to you to let you know the reason for the
delay and to give you a new date.

COMPENSATION

If we award you compensation at any stage, we will firstly
use it to settle any outstanding debt with us. (For further
information ask for a copy of our compensation policy.)



Who else can help?

You may wish to ask for independent advice at any stage of
our procedure. For independent advice, you can contact:

e Citizens Advice Bureau
e Housing Advice Centre
e Law Centre

You may also complain to the following:

e Local Councillor - via your local Town Hall

e Member of Parliament - via the House of Commons,
London, SW1 0AA

e County Court (if you wish to make a complaint of gender
or racial discrimination against us). Please note any such
complaint must be within 6 months of the incident
about which you are complaining.

If you have completed all these stages and remain unhappy,
you can ask the Independent Housing Ombudsman Service
to take up your complaint on your behalf. You can write to
them at:

Norman House, 105-109 Strand, London, WCZR OAA
Tel: 020 7836 3630  Fax: 020 7836 3900
Lo-call: 08457 125973 E-mail: ombudsman@ihos.org.uk

MEDIATION OR ARBITRATION
In special circumstances we may consider using mediation

or arbitration to resolve a disagreement between a
customer and us.



This document gives information about making
a complaint. If you need any part of this
information in large print, Braille, on audio-tape
or explained in your own language please
contact us on the number below.

English

@3 TEISTo Srorare! wIfkeT FAR THE U TIAR
A | Al oA @2 TSR (T (@ o8 AHH
ifes e b, Sl SisEE Noee Siice @@,
1S, =fbe Bot-a (1T 5 wrzee el J5ea
AT 0 TR e |

Bengali

2] g2d19% $[3u1E 5291 [93 Wil 2014 . %
d412 516 va s 211 wilkd) da, 04
Gy, 13Ul 24 24441 4413 Yidi-] si
AU Asi d-) %32 giu di N randa e
BYR 2R AYS 5.

Gujarati

IE TN IERd R & IR F SIFbRT aar
2| IR T 39 WHGRT & fhel ) Ry @
s, WS, offfSar <u # wrEa € a1 e Wr #
FAIET AR €, A puAn A Ry Y TR wR
T THD PN |

Hindi

Ev belge di derbaré gili (1 gazinde kiriné da
agahiyan dide. Heke hewceya we ji bo vé
belgeyé bi herf 0 tipén mezin, bi alfebeya
koran, li ser CDyé, li ser kasété an ji bi
zimané we bi xwe hebin; ji kerema xwe digel
jimara jér va tékili i munasebeté bi me ra
daynin.

Kurdish Kurmanji

(b Y g g s g s ) By s asd s siis
306 dd s o diva s e o) Bans Be @i

Als sl i Sluas s LS GBI dg its
Db s dsl e Oleg Bk sl (55 5 (g U BB s )
Oegb g sbip sigudd s s b CD Suse

1505 ¢ Dagaeha gl (im0 1 p (shla B b sl o
555 s (58 8 Bl g (B0 3B B lad s bl

[

Kurdish Sorani

Phone: 08457 023 420



Niniejszy dokument zawiera informacje o procedu-
rze sktadania zazalen. Jezeli potrzebujesz aby
cato$¢ lub czes¢ tego tekstu byly przedstawione
wigkszg czcionkg, w jezyku Braille’a, na nosniku
CD, na kasecie audio lub zostaly przettumaczone
na Twoj jezyk ojczysty, prosimy o kontakt pod
podanym nizej numerem.

Polish

J1 7 3t fer weadt © fan fn § §9,
"3t wiEte 2u &9 orde I A7 wuat s
£9 mmE 9de I, 37 fagur aga Jat I3
Je d¥9 ‘3 HG HUIT dd|

Punjabi

OBaj fokyMeHT aaje nHdopmauumje o nogHo-
weky xanbe. AKo cy BaMm 0Be MHopMaLmje
notpebHe Ha a3byuu 3a criene (Braille), Ha
CD pucky, ayauo Tpauu unu objaluHeHe Ha
CBOM je3uKy, MONMMO obpaTUTe HaMm ce Ha
ucnog HaeeaeHn 6po;.

Serbian

Dokumentigan wuxuu ku saabsan yahay in
la gqoro cabasho. Haddaad u baahan tahay
warkan afkaaga-hooyo, afka loogu talagalay
dadka aan arki karaan - afka faraha ama
CD-ga ama ajeladda rekorka nala xirir.
Namberkan isticmaal.

Somali

b5 eend yary wpeapul® Qeueug Lo
saadsmer eflsdedng. @bss ssaudsaflsn
ahsl LGSwrag o maEpd@, LNATuild penpulile,
GnaLg®, edlprald g 2 misdr Qembs
Qumflufey CsmaitiutLird swe GQeiig &pésar
eramenfler erisenars Qsmify Qamdra.

Tamil

S ol Sloshas oo 2 b S 55 oSS akias 4
o it S DTS S o S S Sloglae -
ot (55 5y g (S Coldy e G 4 b o 3Tesd
-df‘\bb;@ﬂe‘g::i:zﬂrmrﬁ

Urdu

Phone: 08457 023 420



See inside for translation

SRR Gl fowld (wy=
AL HIS i8R il
TRe & Tl JigeT g0 o
OS850 s 4Ss 0905 (53w
Ji bo wergeran li hundir binérin

Tlumaczenia sg zamieszczone wewnatrz
IgAfHT B8 vieg
Gudaha turjumaadda ka fiiri

Procitajte poglavlje o prevodima
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Springboard Housing Association Ltd Sprmboard

2A Claughton Road
London E13 9PN

Part of the Genesis Housing Group

Phone: 020 8475 0033
Fax: 020 8503 4286
DX 145280 Plaistow 2 @nusinesslur neighbourhoods
Minicom: 0845 1304119
E-mail: info@springboardha.org.Uk Housing Corporation Number: LH0121. Industrial and Provident Societies Number: 20015R.

. ) Registered office: Springboard House, 2A Claughton Road, London, E13 9PN
Website: WWW.Spri ngboardha.org.uk Springboard Housing Association Limited is an exempt charity.
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